. For front-stage encounters, from a business perspective, "live chats" are appealing because of their low running costs and the opportunities they present for synchronized interactions (L. Zhang et al., 2011) , as well as, from the customer's perspective, the anonymity they create (Pearce et al., 2013) .
The increased usage of IM for professional or business purposes, however, has brought to the foreground a range of communication issues inherent in this form of text-based computer-mediated communication.
Conversational coherence (or the lack of it), for example, has received considerable scholarly attention (Berglund, 2009; Lam & Mackiewicz, 2007; Woerner et al., 2007 ; see also Markman in current volume), as well as the communicative effects of multitasking and multiple concurrent conversations (Cameron & Webster, 2005; Reinsch et al., 2008; Rennecker & Godwin, 2003; Turner & Reinsch, 2007) and the problematic nature of turn-taking (Condon & Cech, 2002; Hancock & Dunham, 2001; Markman, 2005; Simpson, 2005b) .
To some extent, all of the above issues are somehow linked to one particular aspect of text-based digital communication, stemming from the technicalities of the medium: the absence of a shared physical environment. This means that the creation of the messages (i.e., writing) and the interpretation of the messages (i.e., reading) take place in two separate physical environments, and interactants therefore miss out on the interpersonal and situational context cues as well as non-verbal signs that would normally aid the creation of coherence, the flow of the interaction, and mutual understanding (Chesin et al., 2011; Choi, 2013; Fagan & Desai, 2003; Thompson & Coovert, 2003; Vroman & Kovacich, 2002) . Computer-mediated discourse research has already pointed out that, in order to compensate for the absence of these cues, digital discourse tends to utilize the resources available: the whole range of characters and affordances made available by the keyboard (punctuation, keyboard symbols, capitalization), orthographic and typographic strategies as well as the verbal signs. In the following, a more detailed account is given about these strategies and their crucial importance in professional digital environments, in particular for the achievement of effective communication and efficient cooperation. First, I discuss briefly what needs to be known about the distinctive discourse of text-based computer-mediated business communication, with special attention to the role of non-verbal signaling in professional communicative environments. Then, I give a brief summary of the current state of scholarship on non-verbal signals in digital discourse, in order to provide a foundation for the analytical framework proposed in the following section.
